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The “5+1” competition pattern has come into being in the telecom industry 
through its reform and realignment, so every telecom company can only win over 
customers by reliable communication quality and outstanding service quality due to 
the similarity of the offered service types by them. As a result, customers become both 
the guarantee and the service object of the telecom industry. The telecom industry in X 
Municipal City in Fujian Province realizes that its competitive edge relies on its 
service for customer, so it adopts CSIM as its major measure to optimize its telecom 
service management. 
 In the first part of the thesis, the literature review presents an elaborative review of 
the telecom service, the telecom service quality, CSD and CSIM, providing the 
necessary theoretical support for the analysis of the application of CSIM in its main 
body. In the second part, based on the brief introduction of the object of the 
research--the telecom branch company in X Municipal City in Fujian, it analyzes its 
telecom service competition trend and its specific management measures and 
demonstrates the significance of the application of CSIM for advancing its service 
quality and its competitive power for markets. In the third part, referring to the 
statistics of CSIM in Fujian in the end of 2005, it analyzes its Customer Satisfaction 
Index, and points out its defects in telecom service and weak points in its telecom 
service management. In the final part, it provides some suggestions for the 
improvement of the telecom industry in X Municipal City with the hope that they 
would be conducive to the improvement of the whole telecom service management. 
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